2B r 



Editor 



1/10 



2A f 



Customer 
Responses 



Segment-Driven 
Message 



Feedback 
Dialog 
Manager 



10 




Feedback Rules 



11 



J 



Incoming 
Dialog 
Manager 



Real Time 
Dialog 



5 

u 



User Model 
Selection 




u 



User Rule 
Base Editor 



Segmentation 
Manager 



Segment Identifier 

























X 











































Rule Base 



u 



User Rule 
Base Editor 



12 



j 



Fig. 1 



2/10 




3/10 



Dl 

FRAGILE 
64,789 customers 
12% 


CI 

BRITTLE 
54,448 customers 
10% 


D2 

DETATCHED 
65,121 customers 
12% 


C2 

DEVELOPING 
49,070 customers 
9% 




D3 

EXPLORING 
21,670 customers 
4% 


C3 

POTENTIAL 
10,951 customers 
2% 


D4 

NASCENT 
16,112 customers 
3% 


C4 

OCCASIONAL 
11,146 customers 
2% 



Bl 

SECURE 
16,573 customers 
3% 


Al 

BONDED 
26,960 customers 
5% 


B2 

VALUED 
37,656 customers 
7% 


A2 

INTIMATE 
11,083 customers 
2% 




B3 

ENGAGED 
32,282 customers 
6% 


A3 

LOYAL 
59,603 customers 
11% 


B4 

REGULAR 
27,146 customers 
5% 


A4 

HABITUAL 
38,277 customers 
7% 



Strength of relationship 



Fig. 3 



4/10 



I/) 



5 




cn 



5/10 




in 
ch 



Q 



6/10 




7/10 




oooooooooo 
T-ocor^com^a-cocNiT-o 

ejoos peisoog 



8/10 




► 

Fig. 9 



9/10 




Fig. 11 



10/10 




Fig. 12 



